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Re: The State of Minnesota's Telecommunications Relay Services Annual Consumer 
Complaint Log Summary (CG Docket No. 03-123) 

Dear Ms. Dortch, 

As required by the Federal Communications Commission Improved TRS Order (Docket 
No. 98-67), and pursuant 47 C.F.R $64.604(c)( I), the Minnesota Department of 
Commerce-Telecommunications Access Minnesota respecthlly submits Minnesota's 
Telecommunications Relay Services (TRS) Annual Consumer Complaint Log summary 
for the 12-month period commencing on June 1, 2004, and ending on May 31,2005. 

Enclosed please find the following report documents: 
1. Complaint tally sheet categorizing complaints by type (attachment A). 
2. Complaint summary log for traditional relay services, including Speech-to-Speech 

and Spanish relay (attachment B). 
3 .  Complaint summary log for CapTel relay service (attachment C). 

The reports include all complaints received by the TRS state administrator, Minnesota 
Relay center supervisors, Consumer Relations Office, Sprint customer service, and Sprint 
account manager that allege a violation of the federal TRS mandatory minimum 
standards . 

Minnesota Relay received a total of 1,022,098 TRS calls (excluding CapTel) during the 
period of June 1, 2004 through May 3 I ,  2005. A total of 105 complaints (0.010%) were 
tiled and timely resolved during this reporting period; none of the complaints were 
escalated for action to the state of Minnesota or the Federal Communications 
Commission 

Minnesota Relay received a total of 135,454 CapTel calls during the period ofJune 1, 
2004 through May 31, 2005. A total of 24 complaints (0.018%) were filed and timely 
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resolved during this reporting period; none of the complaints were escalated for action to 
the state of Minnesota or the Federal Communications Commission. 

Please find one original and four copies of Minnesota's TRS Annual Consumer 
Complaint Log summary, as well as one copy on electronic disk (3 .5  inch diskette), 
enclosed in this mailing. In addition, an electronic copy has been submitted via e-mail to 
Dana Jackson. 

If I can be of further assistance, please feel free to contact me. 

Sincerely, 
h 

Rochelle Renee Garrow, TAM Administrator 
Minnesota Department of Commerce 
85 7'h Place East, Suite 600 
St Paul, MN 55101-3165 
(651) 297-8941 
rochelle garrow@state.mn.us 

cc: Glenn Wilson, DOC Commissioner 
Dr. Burl Haar. Executive Director. MF'UC 
Lillian Brion, MPUC 
Dana Jackson. FCC Consumer & Governmental Affairs Bureau 
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Cornplaitit Summai-). Log for Traditional Relay Seinices 

Date of 
'urnplaint 

Nature o f  Complaint Date of 
Ke~olution 

naiiw. phone * etc", TT\ user said C.4 Lcpt asking 
to repeat information: C.4 uasi i ' t  ireadin: 
i r  limnation m u s i a y  clearl!,. 

Explanation 01 Resolution 

Oh O? OS 

! 
:I6 -30 04 /C'uslonirr stated that Ihe:she place a call to a 

Doctor'\ of'fice around Ll:i4 a m . .  ,According ti) the 
custonier. there were a lot o f  poor spelling and the 
typing was ext,-rmcly i l w .  There was also a long 
lag time atier the G A  u a s  given. Customer wid 
that  hr chc I C  a fidyt typist and the lag tinie shouldn't 
he !hat Ion:. 'nne call did not $o \ \ e l l  so customer 
had  tu hans u p .  

TI  j' custonicr ha t  ins problenn calling t o  ani~thel- Oh 16'04 I apulogired for the problem and o p m r d  Trouble Tichet 
1001 8.31959 for prohlem rc'1oIiitioii. Resolved hy Sprint: 

O h  'Oh.04 

(I6 21 '04 

Oh 21 01 

Oh 11('(14 

06 10'04 

Account Manager Followrd up. S uggested they contact their 
LEC io check the line. 

CA stated that the T r :  user pi-ovided t\*o names and two 
different numbers using other LD carrier. C.4 was attempting 
to get some clarification before t l ie  call was placed. (None OS 
tlie two numbers pl-oviden matched the calling cai-d number. 
therefore clarification w'as attempted) C.4 follou'ed proper CA 
protocol i n  this pairticulai- situatirm 

Explained to customer about t k  PBW system and wggested 
they contact their telccummunications manager to check out 
thcir l ine. 

Apologi~ed to the custoincr for the inconvenience and 
cxplainsd that we do not keep I-ecoi-d o f  such calls. Lpon 
customer's insistence. 1 assured Ihcr I \i.ould foi-ward this to 
appmpriate prrsonnul. Customer provided the number for 
tracing purposes. 

C.4 discussion: Coached C 4  on tiisconnect procedure. C.4 did 
sa )  this customer may Iiave come in after having be 
disconnected and was confused on the C.4 number. 

('ustomer Contact received by Cathy Wright. Oi-iginal 
Tracking # 22.30, Trish Shipley called customer on 7-0 %i 

1 X 5  p.m.. 3:3O pm. .  3:45 p.m. and 7-7 (0. 4:OO p.m.: line 
husy. Forwarded to account manager 10 close out. 

Oi, 21 (14 

(111 24 04 

00 IS (I? 

- 
(16 29 04 

:MI 29 (I.? 

('alled Rela! from ~ w k ;  heard tones. 1'li.Y 

( L I I I O ~ I C I  Ytatcd that around 7:.N a.m. a ('A 
tiisxniisclcd liiiii 'licir !'nstomci- did rnot ha! e C .\'s 
ID :~nd u o ~ l d  I iLc iirr UI to "trace" the c d  t o  thih 
CA tn ensure Ilia: t h ! ~  ( ' .A \vould not  disconnect t t i e  
cu~lciiiier again 

Cu<toniei~ inot finishcd placing my call. I ~ a n t r d  to 
dial another numbcr and tlie operator hung up oil 
Il,C. 

C ~ i ~ t m w  askcd Rcla!, io dial inutnber. CA let the 
phime iring f iw times then typed THANKS FOR 
I SIVG RELAY SERVICES BYE. Callcruants to 
I;nou,wh! the! ~ c r c  n o t  inful-mrd o i u h a t  was 
y ! n g  on. 

('u<toiiier said the nuinber shc is trying t o  call is 
suing thi-wgh. Linc said number u'a5 not in 
i e r i  ice. 

Oh'29'OS 

06 30104 

The spi-int technician dialed the number and reached tlir 
recording stating the number \\-as not in scr\.icc. When dialing 
i t  again, i t  went through to a ~ o i c e  mail. The Sprint techniciaii 
said i t  is a LEC issue Tor t h a t  number. Calling to 6 5  I - X X X - x x x x  
worked. called through relay and i t  u:orked: updated customer. 
Told customer to have the line checked with the LEC. 

CA a a \  coached on importance of promptness of I-elaying 
information brti*een tvm callers. CA was also coached uii 
proper phrases to use when educating voice person to speak at 
a normal pace. Acknowledged thcre were some typos and 
spelling errors. 



I 

Euplanation of. Resolu tion 

.July 200 
4piilogired to the CLlstomer and said that we u.ould look into 
what happened. Met with CA and AT.4. Disconnect actually 
. ook  place uhen  C.A taking over her call uas adjustin2 the 
rtaiiiin and had tint ye1 nutificd TTY user oSr.4 change. 4s 
leu CZ u.ac adjusting statioii hcight. cord canhr unplufyed 
md call disconnecled. 

Csplained that Relay connects on mode (ha1  as last uwd 
honi the number they are calling from. S nineone had placed i 
IKY call I O  Rclay in the past, resulting Relay answeiing i n  
I ' IY. 
2pologircd to the customer S w  inconvcnimce and explained 
hat I was the one who disconnccied Iiim after I ehhausted tile 
ii iconncction protocol. Sincc nil legitimate conii'laint uas  
:i\ CII as u'el as ino cztlling tu  nuinbei- was pro\ ided 

Supen is~~r  Bonnie had assisted on this c311 and said CA 
'n l l~nvcd all custoimer insti-uctiotih and did cvci-!thing 
ipp ix~ l r ia t r ly .  Super, isor attempted to ta lk  10 inbound io 
:Ietcrmine what the complaint acttia11y XLIC but the) became 
ihusi\:. m d  h u n g  up .  

hpologized to the customer. No contact I-quested. 

:'uached CA on typing cntire request and keepin: cusloiiicr 
niormed. C.4 said customer was t erbally abusiw and did in01 
indcintand what CA uas  Iypins. 



Date of 
Resolution 

Explanation of Resolution 

08'0104 
August 20( 

.4pologircd for the inconrcnience. Explained that we are 
unahle to fo l lou u p  hithntit C.4 e. 

O R  10'04 

OR'l3'04 

C.4 said caller urau a child using p r o h i t ) .  C.4 said he did n o  
swear at customer. C.4 coaclicd oil getting supci-viuor 
assistance immediately in a situation l ike this. 

Thanked customer fol- call in2 will1 tliis infoommatian. TTY to 

'1"l'Y procedwrs IC\ iewed with V.4. C.4 understands correct 
procedure. 

(if; I .YO4 

O R  I h  04 

O R  I 7  04 

08,25'01 

Oii. '? I j O 1  

Lhplaincd that Relay connects on thc inwtle that was last used 
koni the nunihci- the) are callin: kom. S omcone used a 'IIY 
la  call Rrlay in the past. resiilrinz the Rela) t u  amwcr iii l T Y  

.Apolo$zed to customer and wi l l  complete report. F axing to 
appropriate center Cor C.4 follou u p  

I iplained that CA ihould have spaced or sent ... in indicated 
timi. pas ing .  Explained tliat CA should nut sib e prrsiind info 
or opinions about thennsel\es. Reviewed u.ith C.4 o\.er keepin: 
customer infomml as hcst as possible. including spacing ... :o 
indicate iime. Reviewed appropriate way to liandle custnmei 
questions: what iw can sa)' and can not say. and when to 

request a supei-visor. 

.Apolo~i red for the inconvenience. Mer with C A  C.4 stated 
that hb the time he had thc call sct up the VCO user had 
disconnected. ('oachad C.4 on VCO Fct up procedures. 

Re\ iewed with C 4  1480 the imponlance of a l ~ a y s  folloaing 
customer instructions thoroughly as well as relaying 
e\crything bcrhatim and informing customer if. for some 
reason. i t  is not possible. 

'IS 22'04 

~- 
.iii 7 1  04 

iw,. 

Cuctomcr said C.4 \$as swearing at thein during a 
Kcla! call. Thr) did n o t  want to  he a n )  iniorc 
i pcc i i i c .  

Customer \aid C.4 u a s  wearing and being 
"snorr)". V'oalii not g i i e  details as to w h y  tile C.4 
ip:~> hein: this uq 

08'22'04 

(18 24 04 

Thanked custonner for information. Reviewed NEVER iaying 
inappropriate comments diirinp Relay call. Does know may 
have to use w e a r  words i f  i t  i s  pail o f  what TTY typed dui-ing 
Relay call. 

Apologired and said a Customer Contact would bc filled out. 
No  CA a.ith that numbei-. Not able to do folloa up. 



Date of 
:omplaint 

S a t u r r  o f C o m p l a i n t  

taken 

Date of 
Resolution 

09'00'04 

l ( I~( iO/04 

Explanation of Resolution 

September ZOO, 
C.4 tiot working at or near this t h e  or this day. 
Ihcumeiitation iioin AIC shows extended time ipcnt ti-ying to 
get nuiiiher to call f'roni customer at t i i i ie of this complaint. N o  
numhrr given. TTY uas transferred to customer service. C 4  
followed corrcct procedures. 

CA not working at or near this time on this da!. No action 

09 12'04 S o  CA with that I.D. number. Yo fol lowup required. Called 
U-14-01 at 1 :00 p.m. - n o  answer. no niachine. 

00 14 04 

09 23'04 

l i n e  initially piched up TTY. Customer needed to m'ait 
through tone.: f i r  "oice operator. Minnesota Relay picks up 
TTY til-st uiiless branded voice. 

C.4 does not recall particular call. CA states they lha\,e noticed 
a lot o f c a l l s  that coime in m'ithout a inumber to dial IC but that 
the caller disconnects. CA dmionsti-atcd correct procedure to 
training coordinator rcgal-ding necessary step. for 
disconnections of unrripon.;i\,r d c r i .  

(19 19'01 

09 22 /01  

0'1 Z.;W 

09 WO4 

Thanked customer for informing us and assured hiin that thc 
complaint would hc sent for invcstigation. AI.;o. explained 
that C.4 can not read typing until after cumpuler dials out and 
the ringing macro is established - onl?  then can tho C h  i-cad 
his typed message requesting her to hang-up. 

Line initially picked up TTY. Customer needed lo wait 
through tones for voice operator. Minnesota Relay picks up 
'TIY First unless branded X'oice. 

Explained abuut the PBX systcni and sugzested they coiitact 
thcir tdccommunications managa- to check their line. 

Followed up with a call. Kept getting an intercept message 
from Owest asking to "check the number." Called Qwest hu t  
they Won't report the line down because needs to be at the 
request o f the  c u m m e r .  Continiied trying the number and 
called 41 I to detei-mine whether I could find an altei-natc 
number. No  alternate number ani lable .  Will need to wait 
until custonier calls hack. 



October 300. 

t h r i i ~  trlrc0mmunications manager to look at their line. 

10 4'1004 .4pologirrd and told her complaint would be p a s e d  on to CA'. 
superviwr. CA does not recall this call. but stated that 
experienced problems with a feu calls that morning that 

IO 24 04 

ctistolnnl-. 

disconnccted mid-call. Explained to C 4  the need to contact 
snpmvisol- if this happens in the future. r'A understands 
conect procedure. Contacted custoniei- on 10-3-2004 tc 
explain resolution. 

Called and received an intercept phime messagc htating that 
tlie number is not accui-ate or wa, disconnected. Cannot i-rach 

desires a follow-up call.10 11/04 7:OO p . m  leti message on the 
cListoiiier's answering machine. S poke with and coached C.4. 
urging her to get a super\.isor's assistance when asked. " K n r  
you ai-e callins IO'' is automaticail! sent. C.4 doesn't Control 
that. Fayed on 10'17/01. 

IO 14:114 Customer upset because C.4 had i io right to answer lier 
question or hecomc involved with thc  call. Follow up finished. 
Fol-wal-dcd issue to Philiplie Gallant so C.4 car he spokeii 
with. Also faxed to Monica (Sprint). 

I0 I 'h04 

10'21 '04 

CA does not recall this call. CA cxhibitcd proper procedure of 
lea\ins answering machine messagec. Our records indicate 
this CA u a s  on his break when t h s  occuned. 

I apolosizcd for the rudeness. I suggested he attempt to aluays 
get the C4's  number on futui-e calls. Transfen-ed customer to 
Cuctomer Sewice for assistance and for  the VCO material he 
I-cqursted. 

I0'72~01 Explained what a PBX system was and suggested they contact 
their telecommunications manager to look at their line. 



Date o f  
:'omplain1 

Nature of Complaint -Date of' 
Kesolu tion 

I I , ( I  I '04 

1 I 1 2004 

I I I11'04 

I I 10'04 

Explanation o f  Resolution 

November 2004 

Contacted Sprint's CRO tu'ice. He ii branded coi~ectly. 
pro\ ided scttings for his application to work. 

C.4 coached on making sure to use carieet namu. and to 
ilauble check if unsuiw 

i2ssistanl supewisor n ias assisting this C.4 in thi i procedure. 
On the fii-st dial out a TTY tone was heard. Assisrani 
<upel-\ isor insti-ucted the C.4 to disconnect and 1)pe. "TI j' 
tones. \Youid you l ike 10 connecl T n '  to 'TTYI" The customc~ 
requested C:2 disconnect and connect hiin TT\' t i l  TTY. C.4 
icdialed and foiloaed pnxrdul-c to connect 7 i . Y  t i l  TTY. S ent 
letter I l IWM. 

Told custoiiiei- that this would b r  brought up to center 
rnanagcr. Thanked customer fnr bringing this tn  our attention. 
(-4 w a i  coached on proper protocol in this situation. 

fi-om that number u a s  from a TTY user. S uggssted the! brand 
theit- l i ne  voice. 

I I 15 01 

I I I 8  04 

I I iW!4  

Nc:ds hil l iny 6: collection and C3rrier ofchoice 

tliein with i D calls thinugh Rela! 

CZ liad too many ii i isspell ing o i  a h b w  Nations. 
A l s c .  felt that the Kcla) ii declining due to ramc a \  
ill><'! e. 

,(':3!lcd l ie la)  ii~om wo:-h and lical-d TI~Y tunes. 

I..[. . LLI  I .  oil f i l e  x~it11 Sprint i o  thcir cons~niei- can use 
I I 15'04 Sent a letter to LEC to be added to o u r  COC l i s t  so customer 

can make long distance cal ls  via Relay. 

I 1  19'04 

I i '19'01 

I 1'22 04 

12'(J1 01 

Apologized and explained the C1 \I ill be coached. .4iso. that 
snmetimes during a poor connection. the misspelling appzxs.  
Customer can ask CA not to use abbreviations. 

Explained that Minnesota Relay answers in T R  inode i r the 
previous call from that number u a) from a TTY user. 
Suggested they brand their line \,oice. 

Sugsested to they brand their line wice. 

C.4 # is in01 listed in our sysiem and I called cuslonicr fcx ii iore 
information. Customer was not able to gave ani  inore 
information. Apologized Tor what she had eiperisnced and 
thanked her Snr her time. 

1 1  22 ' ( ! l  

I I :O 114 

C'uctomrr cailcd 71 1 from home: heard TT\ tones. 

\.oict. customer said the CA x h o  placed lhur call 
wa, ihe v om1 ewr.  S h e  said hcr w i c e  was \ aj 
hwcd and inionotonc. She also slun-ad her  words 
and \he had to ha \  P Iher irepeal e\ eythiny. 
( ' u ~ t i m e i ~  could iioi understand her. 



uarr of I Zatu re of Complaint 
ornplaint 1 I 

Date tif 
Lesolution 

1 7 0 2  03 

I2  I Xi? 

) li 2li!i5 

Explanation of Resolution 

December 200, 

C.4 folloued proper proccdure and the cal l  \ms placed and 
custoinin- was infumied t l iat the long distancr ca l l  i s  restricted. 
Pel- her request 1 checked her Cu*tomer Daiahase and there 
was n o  rcstricticm within her daishasr and her note sprc i l ied  
the COC as her long distance carrier. 1 suxyestcd she cnntacl 
Sprint ('ustomel- Service or her local phonc company. 

Told custonici that tlie complain; would be fool-uairded lo l l i e  
proper pci-son for a follou-up discussion. C A  i s  working to 
increase typing speed. C,4 ha\ heen tested and iiiects standard 
(>ping speed expectations. 

No S b l l i r n  up requeqted. 

tlie e\ ciit. Dreu  qiiestioiied the C 1 ahout  proper procedures 
for  ~ i s r  oSFD l i s t  and confrming  custo>mcr's request for 
sncc i l ic  ask in parenthcsi5. C A  niiderstlinds procedure 

I 

I X ( i ' ( l 4  
I 
CA #1204F took  o \ e r a  call fol-(..4 ~ - 1 8 1  IM. Samewhel-e i n  
the take w c r  of that call. con~munication broke doun be:wcen 
C.l and customer. Spoke with C.4 I204 about the incidwt. 
She did inot irecall i t .  Asked the C A about the proper 
procedures Sol- questin: a supcl-visol~ and u'hen wc s h i i ~ i l c l  
ri-ansfer a custniner tci a Spanish C ' h .  C.4 understands 
procedures and does not recall the evcnt at al l .  

explained that i t  i s  possible that the customer liad placed 
repetitixc calls to the mine cuyroiiier who kept hanging u p  
because isthe C.4 disconnrct i  t l ic  caller. the caller u'ould need 
to cal l  hack to set the same CA. C.4 is au'are ofthe 
importance of processing thc calls. Unable l o  discuss th i s  
fuither due to insufficieni info,-malion received. 

I2  22 'N 

take fuither action 

.\pologized to customer and I-eassui-ed this problem would be 
sent to the appropriate indi\.idual and he resolved. No 
customer contact requested. C.4 1100 did not worL 011 

\Vedne.;day Dec 2 n d .  Due to incoI-recI information t i i iah le  io 

12 22'04 Ri-mded h i m  \oice a? i o ics  i? onl? mods tlscd lo con t rx l  
Reiav kom home. 



I 
~ 

K e l a 5  fiom b i d :  heard T l Y  t m c ~ .  P R X  

December 2004 

I2 7i ' ( l?  Explained what a PRM cystem wi ts  and siissested the) contact 
theii- ielecoiiiinuiiications iiianagcr to look at their line. 



Date of Yaturr of Complaint 
:omplaint 

01 !l.?'ll5 ( ' i iwmer  tried for I 5  iiiinutes to get the c'A iu dial 
o ~ i t  iind h e  C:\ said I can't get your yarhlcd 
i i i e \ q e .  AVter speahiiig to a supervisor the? dialed 

!ihc numhei~ villi nii  pi-rihlcm w the CA was ius1 
hxJ\<i i i$ imr. tl ie caller said. the) had the numhcr. 
The caller would ask. are )'au aslecp. and thcy 
didii't type ii message. 

Thc cusiomcr was yivcn a supwviior without 
iaskiric Sor oiie mid the wtiervisor smarted o S T t c  the 

01 03 0 5  

C'A 1772F was not working during thc time of tlic contacts. Nr 
follow u p  meeting with thc (:A. 

Date of Explanation o f  Resolution 
Resnlu tion 

January ZOO, 

Apologized to customer. re-branded customer as VCO. a l w  
ga, e the drdicated VCO numbei~. i o l l o a - u p  requested. I 'nablf 
to cnntact c n n s u n w  due to no aiiiuer and no machine). 

01 '03 05 

O?I 0 ' 0 5  Faxed to the MN Relay center. S upa-visor assisted CA duc tn 
ahusi\'c ctistniner. 

(!I I I 0.i i<.all, inlo I<clay froin uork:  hcar'TT>'ioncs. (11 ' I  I I15 

111 12 05 /In-hcrund T n  said that th (11 12'05 
/comi> la in t  on C.4 11.32F 
!liiippmcd o n  the call the 'STY user stated that the 
call did not go as the? had expected. The) ue re  

,oS*imc hut thc call did no1 worh. 'The? did i iot g i \ e  
/ a  siiccif ic i r s u r  o n  the CA.jusl said [hat the call did 
lnot \ $  ork and wac disconncctcd. hut thry we)-en't 
Iswr if  the h:ink disconnected or ii'the C 4  

calling :I hank and lhad given the inrormatinn ahead 

~~i i~c ,~ l ,nec tcc i .  

Explained if.snmeone previousl? called Relay using a ' I  I Y. 
then Rela) will answer in TTY. S uygcstcd they hi-and heir 
l ine\oicc.  

1 explained that it sounded like the issuc "as mnre with the 
bank recoi-ding than the CA and that they ma) want ro contact 
thcir bank to see ifthey were having issues with their recorded 
bank information lines. They did inor indicate lo me intcl-cit in 
fol lou up. 



Date uf 
.'uniplaint 

Vatere of Complaint 

ei i ia i l  to ctistnmer that CA u a s  coached. 

(12 I h O i  

0 2  ?.YO5 

Onyo) set-up liilling and Collection Ag:-cemcnt and 
c o m ~ l e t c d  Carrier oTChoice papei-work with S print in 2004. . .  
On\oy  uas not added as COC. Full 2005 COC paperw'orh was 
re-sent to Sprint. On\oy will br implrmmted i n  Sprint COC 
system effective July 2 i .  2005. 

The Loice user placing the complaint called into the office 
dirrct. ,not through Kelay. Did no t  g i x  a number 10 call hack. 
.4polosiied and assul-ud thrm the infomiation would be pasccc 
on to the C.4's direct supervisor. Spoke to C.4: C.4 does not 
recall this call. ( A  know5 proper protocol and undcrstands the 
iinpoitance of transpal-ency and confidentiality. 

Sincc thrrr  was no indication o f the  time of occurrence. 
Arsumc that the contact was made immediately after the 
incident outlined by the cuitomi.r. The CA u'as iiot working 
during o f the  time of alleged incident. 

(12 2.3 (15 

0 2  Z i  05 

Cuctnmcl- iratcd that s'he was upset ilia: the s he 
N:IS  not iiuare that .i he had a d a y  call until the 
end of thc cal l .  Thr ( 'A did not pl-widcd thcil- C.4 
! iumhcr  when asked. Customer vas  thcii offered to 
hr transsen-ed to Sprint Customcr Scl-vicc but the 
cu\tonic i~ dcciined and stated that s'hc will call for 
:I t c m  Icader after 7:OU a.m. This incident a c c u i - i d  
at i, 27 ixi i i . this moining. No Tollo\v up  neccssw! 

.The cusloiiier ctated that 31 approximatell h :S0  
a.m.. ('-4 1460 di~connected on the custoliier. 
l ~ m p h a s i i c d  that C 4  is not to disconnect the 
wstoniei .  

02,?.i,OS Assistant supel-uisui was assisting the CA on this call. Call 
occurired when the customer askrd for a specific recording 
information uhich was relayed to the custonier. 'The customer 
insisted for such infoi-mation and continued with iri-elevant 
complaint. Eventually the assistant supervisor followed the 
proper disconnection procedurc u'hen the customer did n o t  
provide the call to number. CA did not disconnect the 
cuslonier. 



Date of 
cesolution 

07 ?.YO5 

Explanation nf Resolution 

F e b r u a n  200 
Assistant supertisor was assisting the CA on this call. Call 
occuircd when t l ie customer askcd for specitic recorded 
infonnatio. which was relayed t o  the customer. The customer 
insisted for such information and continued u i t h  irirele\'ant 
complaint. l h e  assistant supervisoi- followed the proper 
disconnect procedure when tlie customer did not provide the 
call-to number. CA did not disconnect the customer. 

natr of 
:omplaint 

Called customer un  3'9,OS at ? : I O  p.m. (bury). Called 
cu\toniCr on 3'9!05 at 2:?0 p.m. (husy). Called custoniei on 
.TWO5 at 5:OO p . m  (busy). Attenipled to contact ciistonizr .3 
times: could not he i-eached. Contact closed. 

Nature ofcornplaint 

(12 24'05 Explained how to connect ui th  Relay via PBX. 



Dare (if \'atarc nSComplaint 
Complaint 

~~~ 

0~: 0; 0 5  i h c  CU~IOIII~I .!ated that toda! at 1:jO I>.m. C.A 
l ~ ~ . ~ . ~ ~ J F  t l iwmiected custoiiier. .4ttempted io  c lanfy 
I 
iiinir and t i l e  date i i l ' thc O C C U ~ ~ ~ ~ C C  as thc m i i t x i  

1uii* ~i iadc a t  1 2 2 0  )I.)??. and  the cu?tomei ct3ted 
j t ir; i i  the t i i i i c  o i  ~-c/a> cadi I ~ C C L ~ ~ K ~ C C  ivac ?::(I p. 'n.  

0.; 07 0 5  I('onsunrer 113s i? Customer Database on file with 
!Sprini. d > i d  l i s t s  [hcst ac her COC. S l i e  placed 3 

' long diiliincr cdll t h ~ - w ~ h  Rela). and thc C.9 hilicd 
i t  to M('I and h e  ;<I! an uncnpccted bill for 
5 I (10.0(1. 
c'alled in10 Rda! f i n n r  work: heal-d 'I"fY totie\. 

I .  

0.; I ! ?  115 

( I - ' - ' -  3 . , I ! ?  1 I.!\ i t  '0 cL!,ltimci~ called to complain t l iat i i h e i i  liei~ 

i ~ o i i  d 1 ~ 1  his. the inhersages ue re  a l l  :ai-Wed. 5 /IC 
\ r i i c .  : I ? I \  < n i l >  h:,pps:i\ iwhm I h x  w r  calls lhci. WltI, 

\he does no! ha i e  a prohiein ~1ii11 
o:iLrcl IO uustoiiicr for  
\\ lTil1-l '/(l\,I> al l  ( '~4 ,nLlmhcr, 

1 :: , '  

1.; I f> (15 \'('O cusmmcr <aid ti:at t l ic  lhcat-ing perion qhc u a s  
,c;iIling iicard the ( 2 imiikc ?.tidibie remarks. 
~( 'wiments we12 identified as "\Vhat's n r \ P  
~ ( ' i ~ i i t m e r  y \ e  C 4  aiiothej- number  to di3i before 
tiraring 1wwi litins LIP. and the agent 113s 1hr;lid tc 
< : I \ .  "T l r is  1% ridiculous." Oihel- comment\ heard 

1 .  ' . 

\i'h! I C  bred so late toda!'.'" a i d  ''\VI,! 
act w ,tupi&'", 'fhsnheil customer fur 

i . l . l '  -1 11,; ., LIS h n o i i .  and  old them complaint woitlu he 

x q ~ , s ! c d  
f k s  x d e d  to a!>propriatc supei-visor. \ o  iol lou - L I I >  

I 
I 

0.; Io:C!5 C ustoinel- coiiiplained that C.4 121.7 uou ld  !io1 
r q x x  a phone number dui-ing the prosrc,s o f t l i e  
ca l l .  i'he ontbound ! oice had put the l..l-Y on l idd 
a: i l i c  t ime o f t l i e  request. TTY requesred fol lou up 
31 ;tic ntiniher given. .Agent in cliai-si. thanked the 
c;i\tomei~ and  apoloyzed Sor mcon, eiiience. .4$eni 
i n  ck:v;e wicd t o  explain that  ( '4 uah unahlc t o  
i r q x a ~  ii:So durin; the middle cStlie cal l .  Ciistonier 

IS Solov up Srom accomt niana2er. 

0: 25 ( I j  \.('O ~ ~ i \ t o i i i c r  stalcd !ha1 n o  one can :-racli lie!- 
t1iiwu:h the hlinnesota Kela? nuinher ( I  -1100-627- 
.7>-9). ~ - 7  S a y  it has hceji Ihappcning for about a ha l f  

ipolngired.  lrouhle Ticket 10021557hX. 
I ' o i lmwp I-questr;l. 

Date of Explanation of Resolution 
Resolution 

G 
0.3 (13 0 5  CA does not I-ememher the call. Reliewed coiicct disconnect 

procedures \kith C'.4 and rcininded to call foi- a siipervi.;oi~ 
u hun ncccsiary. 

0; 07 05 Worked with Sprint and verified that i t  did go through 
Minnesota Rela? and that i t  \&a& a CA m-or. P rocesscd u.ith 
CSD and I-eirnbul-sed coi is~mei .  

0~?07 0 5  Explained to the ciislomei that i t  could be their PBX and 
suggested they have their teleconiiii~nications manabei- looh 
into her phone line so the) can access Rcla) from work. 

(1.3 I j 0 5  S u p c r v i w  checked and !here is ,no C.4 numhrl-  IlY as liclcd 
on the cLittoii iei~ contact. 

I 
03 I6 0 5  ( '4  pul led fhl- discussion. CA was tdkinz on thc call anit 

thought she u as muted. C.4 was I-eprimandcd and told no! to 
talh iiF1 or F2 is lit. C h  m i l l  comply. 

Oi I b 05 Followed up with CA. CA stated that the voice person i'laced 
the T I Y  customer on hold and dui-ins that time. TTY 
q u e s t e d  the C.4 directly to repeat the number !hat u a s  
pre\'iotisly ryped to them. CA attcmpted to remain transpai-ent 
and continued with the holding macro. Agent iii charge was 
assisting the c ~ s t o n i e r  and she attempted to explained io the 
customer that the C.4 is unable to repeat the  information 
during relay call. CA followed propel- pl-ocedul-c h) inaintaiii 
transparency. llowevei-. C..2 could have utiliLe redirect 
technique in  this situation. M N  account manager notified. 

Called customer and shc told me that she mi\' has cal ler ID. 
which ISIS hn- Lnou who is calling and she does not iniis any 
calls. Customer stated that this lhas worked out p e a t  foi her 
and thanked iiie Tor calling to fo l loa up on this. 

05'1 1.05 





I h 1 e o f  j Talurr of Complaint  
'omplaint ~ 

Date of 
Krsolu tion 

(I4'7h'Oi 

04'77 05 

04 79 O? 

Explanation o f  Krsolu tion 

April 200: 

txplained brandinf t o  the customer as she u anted to brand on 
line versus the f o r m  

Vel-ified dual usei- houselioid ar id  PBX. Explained l iou our 
s!siem answer< the call haqed on thc pre\.ious call inade via 
Rela! 

Consumer did lint want fol low up. 



Date ot  
.'omplaint 

i ' I \ r '  !one%. P I X  

i h c  is ge!ting 3 \-rcording siating that her line i \  
blocked. Iler 1 . K  s a p  there is ,no hloch. 
.ApdogiLrd and oi)ened .Trouble Tichet 
1(10253521;(1. F~ollou - L I ~  i-rquustcd. 

Yatu re OS Comp lain t Date 0 1  
ksolution 

05'03 05 

(I5 04'05 

Explanation o f  Resolution 

May 200 

Explained what a PBX system Mas and why they heard ~TTY 
tones. 

Called the custo~iier on 5 IX'(l5 at 2 3 5  PM. 5 19\05 at 1:OO 
p.m.. 5'19:Oj at 3:30 p.m. and there was no ansuw and they 
do iiot liave an answering machine. 

OS 05/05 Explained to the customer that CA follow proper protocol. 
Also explained that if she <til l  M-ishcs to read the recorded 
!message. she'll need to instruct C.4 of this before the call is 
placed Customer understood. Kc, fc,llow u p  neces5ary. 

0 5  I15 05 The cuqtomei- stated that at I I :?ti a.m. she placed a 
cal l  thl-nu$ Minncsota Rela! and go1 C.4 IRRliF 
Prior  to call k i n g  placed the custotiier left a 

05 (10'05 

35 10!05 

35 I 2  05 

CA5 are not hanging up on consumer. Custiimrr i s  call ins 
liom a hospital pi-ogi-am he is staying in. The hospital has a 
long distance block on the lines. and the payphone needc a 
callin; card for long distance cailh. I called. and due io 
confidentiality in the type ofprogram hi. is in at !he hoqpital. 1 
call inat speak to him directly (they can7 admit he is there). I 
told the rep that if customer ic really there that he w e d s  to 
pl-o\,ide a number that I can call him at. llospital rep said " i f  h c  
is in the program" she will explain the long distance to him. 

Did no1 provide C 4  numbers. C.4 is leaving thc bridge open. 
Exnlained to consumer and asked to call u i t h  C.4 numbers in ~ ~ ~~ ,~ 
the future. Also explained how to rectify during the call. 

I apologized and said we would follou, up with the CA. Spoke  
n i t h  the CA who said he was  having a hard time 
understanding the outbound and  that the outbound got 
fhstrated and hung up. And then upon redial. after i t  rang a 
feu times, the inbound CBIICI. dropped out. The C.4 said he 
assumed she hung up. Spoke to cuslomer and she i c  t ine 
without issue going any funher. 

05 IO (15 I IC'O constinier can I iew the C.4 \."ice theii- uordq. 

(15 I X I 5  Inbound T n  said that the CA disconnecred the 
call. The ixithuund had hung up and she askcd the 
( ' A  io rcdiiil and artcr 7 ring, the CA hung up. 

:l5'22'05 

25 '24:OS 

hpolozized for inconvenience. Opened Trouble Ticket 
1002570127. Follou-up irequested at given number. 
Reassigned as service issue per account nianagn-. Callcd on 
6 14 a! 6:lO p.ni.. 6'15 at 10:25 a.m.. GI5 at 1 2 5 0  p.m. and 
left a message for customer to call back. 

Consumer does not haye a Consumer Preference form on tile 
u.ith us: having her till one out as 1'IY user. 

05 21 0 5  

I I c  \ays for ahout a month nou tic has lhad trouble 
u i t h  hearing her. saying all sound cuts iti and out .  
incli idii iS iela) centci hackground noise. 

C o n w n e r  is ucinf a TTY and can make calls 
iliiougli Kelay Lvithout any pi-oblems. 113s issties 
whcn she gcts a call lhrougli Kelay: sees 
"characters" t ha t  we associated with a cnmpu!cr 
and M hen \he types her \\ords are el-ased: the 
\pelling bach i c  her is rcally bad but doe< in01 look 



Date o f  
Resolution 

(!5 '25'05 

Explanation o f  Resolution 

May 200 
Wc irSfei-ed to hrand her number Sor her to rcduce the noisc. 
bur the cusiomei hung up. Custonm did not request call hack. 

(15 20 05 

(15 2f l  05 

OSfel-cd tu comple!e Customer P rcSercnce form and explained 
h o a  to update voice branding on her next call. S h e  decided to 
ti) it on line with the CA and will call m e  hack lrshe has an! 
other iswes. It is not a dual user household. 

E\plained that the C.4 Sollowed the insti-uctioni in the 
Customer Pi-dcrence database oSno1 to announcc C I I ~  ahplaiii 
Kelay. The m i c e  person inimediairly disconnectrd whi le thc 
C.4 ~ a c  typing the gi-eetin. to !hc VCO uqer. OSrcred l o  
imodii) the insti-octions in the Cu\iomer PrcSerence datahasr si 
this wwld no! happen again. V C C  declined. N o  follo\+up 
nccessar\'. I 



Complaint Log Suiiiiiiaiy for CapTel Relay Service 

Date of 
Resolution 

6 2  1!2004 

7'9'2004 

7 I Y2004 

8 '19'2004 

Explanation of Resolution or Status 

June 2004 

Account activated. lininediate resolution provided. Customer 
reports all is well. 

July 2004 

Technical inodification resolved customer's experience the 
same day reported. 

Shared information with customer as to why disconnects may 
occur anti sent eniail with tips to reduce thcir occun-ence. 

Augnst 2004 

Tech Support adjusted DTMF tone pass througli. Confirmed 
resolution was successful. Explained to customer why 
disconnection rccoiinection might be occuii-ing and sent a 
letter in the mail with tips to reduce their occurrence. 

I 

8 1 3 0 4  1 DTMF Tone 

7'9l04 

Inmfci-cnce: Sound 
Quaiity-Static: 

Disconncct 'Reconnec L during calls 

8' 16'04 DTMI' 'Tone 
Interference 

Dialing Issue 

S 19j2004 

dui-nig calls 

DTMF tnne pass through. Test call confirmed resolution was 
successful. 

Technical Support provided software update with echo 
cancellation software. Cusiomer provided with tips on why 
echo sounds occur and adjustments they can make to resohe 
situation. 

S I W i l  

9, 1'04 

9'9'04 

9.28 04 

X 16~1004 ITech Support added customer to our datahase to address 

Echo Sounds 

Billing Issue 

1)isconnect'Reconneci 
dut-iiig calls 

.'.iiswei- Time 

9'80004 

9'9'2004 

9;38:2004 

9/2R'2004 

September 200' 

Explained billing situation to customer. 

Sent custonicr infoimation explaining the difference between 5 

CapTel phone and a traditional phone. Explained to customer 
why disconncctioii'ireconnectioii might he occurring and sent 
email with tips to reduce their occurrence. 

Explained CapTel SeriJice experienced a slow down yesterday 
evening resulting in a delayed answer time. The situation has 
vetiirned to noiinal. Apologized for any inconvenience this 
may h a w  caused. Sei-vice was within the 8 / 1 0  answer time 
requircd. 

Shared infoiiimion with customer as to why disconnections 
may occur and sent cinail with tips to reduce their occurrence, 
along with initial troubleshooting. Further follow-up eniail 
sent by customer ser\;icc reprcsentative. hut customer did not 
report addition incidences. 



Dale of 
Complain1 

I O  25 01 

Nature of Complaint 

Sound Quality: Echo 
Sounds 

DisconnecVReconnect 
durin: calls 

Disconnect 'Reconnect 
durin: calls 

I I X ( J 1  

Date crf 
Resolution 

Explanation of Resolution or Status 

October 2004 

I OEh'2001 Einailed custoniei- tips of volunwtone adjustment. use of echo 
cancellation. and use ol'audiojack handset. 

1 0/29'1003 Sent infonnation explainin3 the difference between the CapTe: 
and a traditional phone. Sent t i ps  for how to reduce the 
occurrence of disconnect'reconnect. Also  suggested 
contactins phone company to have them chcck the quality of 
the line to support a data connection. 

November 200. 

I 1 '8 '2003 Sent information explaining the difsercnce between the CapTel 
and il traditional phone. Sent tips foor how to I-educe the 
occurrcncc O S  ti is connect:^-econnect. Sent a software update 
providing custoiner with a \,isihlc.<reconnccting~ prompt so 
tlic!. would kno,a the status of the call. Customer satisfied. 

I I I I 04 I I ' IMF Tone 
In1 erlerence 

DTMF Tone 
Int eri'erencc 

I I '2i'lil 

I 1 1 I 3003 Tech Support adjusted DTMF lone pass [hi-cwgh. Confinned 
resolution was successful. 

1 1 '13~2004 Tech Support adiusted DTMF tone pass through. Confirmed 
resolution was successful. 

I , I .; ,115 )isconnect;Reconnect 
durin: calls 

2 lh '05 

January 200: 

I: I 8  '2005 Tech support enabling "Reconnect" proinpr. Customer 
contacting telephone provider to check line quality in handling 
data transmissions. 

319 0 5  

Echci sounds 

3 12'05 

February 2005 
2.'16'2005 Advised holding mouthpiece slightly away fi-orn face and 

mouth. and making good acoustical seal between ear and 
eaiyiece. Customer confinned this made a difference. 

3/10'2005 

3/l5/200i 

3/1X '2005 

March 200: 
Advised customer to contact phone company to ensure 
adequate line quality. Changed camel- in system to allow 
~ u s t o i i i e i  ciutbound calling. Customer satislied. 

Explained to customer why disconnect/reconnect might he 
occurring and sent einail with tips to reduce their occurrence. 
Tech Support addressed DTMF tone pass tlirough. 

Reported problem to toll free network provider. Prohlein 
resolved the same nioming. Customer service representative 
coniirincd iv i th customer that they are able to make calls. 

Iisconnect~Reconnec 
duriii: calls; Sound 

Quality: Static; 
Dialing issue 

Iisconnect'Reconnec 
dui-ing calls: DTMF 
Tone Intcrf'ercncc 

Inability for Cap.I'el 
xers to reach the data 

toll frce number 



Date of 
Comdaint 

captioned calls 

cq%ioncd calls 

Nature of Complain1 Date of 
Resolution 

4K!h.'200i 

5~1'2(lO5 

5 ,  I 1.2005 

5 .  I i: 2005 

Explanation of Resolution or Status 

April 2005 
Pro\.ided custoincr with echo cancellation software update. 

May 2005 

Explained to customer why disconnectkeconncct might be 
occuirin: and sent einail with tips to reduce their occuticncc. 

Tech suppott identified and remedied the circumstances with a 
system change on 5C!5!05 and customer notified. Customer 
reports that rcsolution has been provided. 

Tech support identified and remedied the circulnslances with a 
s)'stcm chanse on 5 '?Wj. Resolution provided. 

- 


